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EIA Form ς About your EIA  

Reference number EIA000330 

Date Submitted 01/02/2024 

Subject of the EIA Digitally Enabled Council: Voice Automation 

Brief description of the 

policy, service or function 

covered by the EIA 

Voice automation is a technology that can understand, 
process and respond to human language, and can release 
contact centre agents from mundane and repetitive tasks 
to focus on the high-value and more complex work that 
matters to residents. 

Equality Assessment is in 

support of... 
["New function","New service"] 

How frequently will you 

review impact and mitigation 

measures identified in this 

EIA? 

Quarterly 

Due date of the first review 2024-04-01 

 

Directorate, Division & Service Area  

Which directorate(s) are 

responsible for this EIA? 
["Strategy, Equalities and Partnerships"] 

Division Customer Service, Business Support & Digital Mail 

Service area Customer Service Progib1me
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Please describe the impact to 

the disability characteristic 
198,064 (17.3%) of residents in Birmingham with a 
registered disability under the Equality Act 
849 Residents in Birmingham with sign and supported 
languages.  (ONS data does not provide data on the total 
number of d/Deaf and Hard of Hearing people. People who 
use sign and supported languages as their main language 
will be used as an approximate for the d/Deaf and HoH 
population). 
 
The modernisation and more efficient running of the 
Council and resulting technological advancements 
proposed, aims to encourage customers to self-serve, 
releasing traditional methods of accessing services such as 
telephone and face2face to provide focussed support for 
our more vulnerable users, who may rely on these 
channels. 
 
However, there may be particular groups that may be less 
able to use the voice automation solution such as citizens 
with hearing difficulties or speech impediments. 

How will you mitigate against 

any negative impact to the 

disability characteristic? 

Implementation expects that even for the interactions 
most appropriate for automation, up to 20% of calls will 
still require a human agent to conduct that interaction.  It is 
also anticipated that 60% of general enquiries and 40% of 
transactional interactions are suitable for voice 
automation. 
 
The voice automation solution will be established to enable 
citizens' preferences to be configured for identified 
vulnerable citizens and will also provide customers with the 
choice to opt out of the automation solution, so their calls 
bypass voice automation and go directly to an agent. 

 

Protected Characteristic ς 
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Does this proposal impact 

people who are proposing to 

undergo, undergoing or have 

undergone a process to 

reassign one’s sex as per the 

Equality Act 2010? 

No 

Please describe the impact to 

the gender reassignment 

characteristic 

 

How will you mitigate against 

any negative impact to the 

gender reassignment 

characteristic? 

 

 

Protected Characteristic - Marriage and Civil Partnership  

Does this proposal impact 

people who are married or in 

a civil partnership as per the 

Equality Act 2010? 

No 

What legal marital or 

registered civil partnership 

status will be impacted by 

this proposal? 

 

Please describe the impact to 

the marriage and civil 

partnership characteristic 

 

How will you mitigate against 

any negative impact to the 

marriage and civil partnership 

characteristic? 

 

 

Protected Characteristic - Pregnancy and Maternity  

Does this proposal impact 

people covered by the 

Equality Act 2010 under the 

protected characteristic of 

pregnancy and maternity? 

No 

Please describe the impact to 

the pregnancy and maternity 

characteristic 
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